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Elizabeth LawrenceGaps Manager, State Regulatory Strategy
and Compliance

Mail Station 9774

PO Box 53999
Phoenix, Arizona 850723999
Tel  6022503784
Elizabeth.Lawrence@aps.com

May 5, 2022

Docket Control
ARIZONA CORPORATION COMMISSION
1200 West Washington Street
Phoenix, AZ 85007

RE: Arizona Public Service Company (APS or Company)
Application for Approval of Rates, Charges, and Schedules
Decision No. 78436 revising Decision No. 78317
Docket No. E-01345A-19-0236

In Decision no. 78436 (January 31, 2022) (Decision), the Commission ordered APS
to:

[F]ile with the Commission every other week until September 1, 2022,
a report that includes, for customers served by residential and
commercial rate plans with TOU, customer-specif ic data (without
personally identifiable information) showing (for the applicable billing
period) the difference between the amount a customer is billed with
the 3 p.m. to 8 p.m. on-peak period and the amount the customer
would be billed with the 4 p.m. to 7 p.m. on-peak period ("billing
difference").

The attached biweekly report provides a snapshot of APS's progress on the time-of-
use (TOU) implementation plan, which will be completed by September 1, 2022. The
plan will ensure the accuracy of TOU billing information while delivering a seamless
customer experience during the transition.

APS began the transition to the 4-7 p.m. on-peak hours for customers enrolled in
Rate Schedules TOU-E (Time-of-Use 4 p.m. to 7 p.m. Weekdays) and R-3 (Time-of-
Use 4 p.m. to 7 p.m. Weekdays with Demand Charge) this week. The Company will
provide progress updates on the transition beginning with the May 19, 2022 biweekly
report.

As noted in the April 21, 2022 report, customers who have been moved to the 4-7
p.m. on-peak hours will receive a bill onsert informing them of the change, an
infographic detailing the pricing changes resulting from the transition, and energy-
saving tips. Customers also may learn more about the transition and related
changes at aps.com/newtou.

ACC - Docket Control  Receiv ed 5/5/2022 3: 38 PM
AC C - Docket  Control  Docketed 5/5/2022 4: 15 PM
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APS is dedicated to completing a timely implementation of the new TOU on-peak
hours for customers, and this biweekly report is integral to keeping the Commission,
Staff, stakeholders, customers, and other interested parties informed about the
implementation plan's progress.

Please let me know if you have any questions.

Sincerely,

/s/ Elizabeth Lawrence

Elizabeth Lawrence

EL/bg
Attachment
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APS 4-7 p.m. TOU Implementation: Biweekly Progress Report 05/05/22
Schedule Status* - On Track 2021 2022

Current
JanDec JulJunEnd Dine NOV
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san Date MarFeb AugApr may
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12/27/21

12/28/21

12/28/21

01f21I22

01/81/22

02109/22

02/25/22

03/23/22

04/25f22

04/15/22

ORIFWI99

Business Requnrements
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Detail Design 8. Development
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System Integration Testing
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. . s
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_
_
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*  Status  inform ation as  of 5/3/22 Gaps°
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APS 4-7 p.m. TOU Implementat ion: Biweekly Progress Report 05/05/22

Key Updateso

Plan, Design, Develop, and Test
Customer Meter and Billing

Transition
Customer Education and Outreach

Program
System changes were successfully implemented
and effective 5/1. Changes were applied to seven
key systems, including aps.com, Bill Print, Mobile
App, Meter Data Management System (MDMS),
Customer Care & Billing (CC&B), Data Mart, and
Automated Metering Infrastructure (AMI).

APS has notified residential customers on TOU and
TOU with demand rates that the Commission is
monitoring the impact of the TOU 4-7 p.m.
implementation schedule and customers may receive
a credit. For an example, please see the Appendix.

The Commission approved the CEOP in Decision No.
78552 (4/28/22).Integrated code was implemented on 4/30 and

post-production hypercare support is in progress. Beginning in May, customers on TOU and TOU with
demand rates will be hotified when they transition to
their new on~peak hours in a variety of ways,
depending on their online registration, including bill
messages, bill onserts, emails, dialer, and an aps.com
alert at login.

APS will be prepared to provide customer credits
based on interval data for residential customers
on TOU and TOU with demand rates (TOU-E and
R-3).*

• APS started reprogramming customer
meters on 5/3 with May billing cycle 1,
applying the following priorities by customer
segment:

1. Limitedincome on TOU and TOU with
demand rates

2. Non-limited-income on TOU and TOU
with demand rates

3. Limited-income on fixed rates
4. Non-limited-income on fixed rates

• Meter reprogramming for the first bill cycles
was released at a gradual pace to mitigate
risk and ensure accurate meter
programming and billing for customers.

Q Key Risks & Issues

Issue ResolveDateUpdate

5/11/22Exploring options to address the technical limitations to allows higher
volume of transitions each month.

Technical issues with specific meter types slowed the customer transition in the early billing
cycles, which will require a limited increase in the number of TOU and TOU with demand
customers who will be transitioned on their June billing cycle instead of May.

5/15/22Vendor performance issues impacted t:he initial implementation and are being addressed.
Addressing issues with vendor senior management and implementing
additional controls to prevent future delays.

* The transition to 47 p.m. does not include customers on commercial TOU rate plans or residential customers on legacy rate plans (solar net metering R2) or pending rate plans (RTech R-EV). o aps°
3 of 23P<i



APS 4-7 p.m. TOU Implementation: Biweekly Progress Report 05/05/22

Customer Prioritization and Transition Plan - Updated in 05/05/2022 Report

Meter Transition Plan
asapoo

The transition plan for the new 4-7 p.m. on-peak
period prioritizes limited-income customers (E-3/E-4)
and customers on TOU and TOU with demand rate
plans (TOU-E and R-3).aaunm

aeanw 141.191

sawn

Implementation priorities by customer segment:
First: Limited-income on TOU and TOU with demand rates
Second: Non-limited-income customers on TOU and TOU with demand
rates
Third: Limited-income customers on fixed rates
Fourth: Non-limited-income customers on fixed rates*

2a.9ss

lsopao I ;

zinnao

: ( »&s 9v

Reprogramming meters began slowly and in limited numbers to ensure
proper implementation. Adjustments to the transition plan to address
technical and vendor performance issues have shifted a small number of
customers to be transitioned in their June billing cycle.

wow
rsusf

:mms

The majority (92%) of limited-income customers on TOU and TOU with
demand rates who have AMI meters are scheduled to complete transition
by May 31. The remainder are scheduled for June.

1W.000

mm
Remaining customers and customers that require additional time to
address meter communication or access issues, for example, are
scheduled to complete transition in July and August.

a1aoa l 141
x ;

Imp n, 4 l

TotalJune

The transition plan is based on eligible customers as of April 2022, exact
number to be transitioned is subject to change. Customers on legacy
rates (solar net metering, R-2) are not included.

34727
305899

2718

250626 *Due to system limits for transitioning customers by billing cycle, some prioritized customer
segments will require more than one month to be transitioned.

.

l

I
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- I Q aps°

ToU/Demand Limlted Income

ToUlDemand - non Limited Income

Fixed Rate - Limited Income

Fixed Rate Non Limited Income

TOTAL

27222

404816

1031798337908

8563

8563

8508

3257

254796

266561

141457
418766
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APS 4-7 p.m. TOU Implementat ion: Biweekly Progress Report 05/05/22

Com m unicat ions  Read iness :

Pre-no t i f i c at i ons
Letters (596,000) and emails (439,000) were sent during April to pre-notify TOU and TOU with demand customers
that their on-peak hours will transition during May-July, and they would be notified when it occurs.

At -t r ans i t i on  no t i f i c at i ons
Bill onserts ("Your plan now has new TOU hours") will appear on TOU/TOU with demand customer bills, once meters
are successfully reprogrammed and customer accounts are updated, beginning with the first May billing cycle and
continuing through transition period.
Once meters are successfully reprogrammed and customer accounts are updated, emails or outbound dialer phone
calls will be sent to TOU/TOU with demand customers with a current email address or phone number to confirm new
on-peak hours have begun.
Upon login to their online account, and once meters are successfully reprogrammed and customer accounts are
updated, TOU/TOU with demand customers will see an alert on their dashboard indicating their new on-peak hours.

Updated aps.com pages
TOU and TOU with demand rate plan aps.com webpages are updated with new on-peak hours, pricing and an
"Important Reminder" to customers still on 3-8 p.m. on-peak hours. Please see slides 6 and 7 for examples.
For customers still on 3-8 p.m. on-peak hours, aps.com/newtou provides an overview of the new TOU on-peak hours
to which customers will be transitioned and what that change will mean for customers.

Training and Change Management Readiness:

o aps°
Advisor support/reference materials are distributed (web-based training modules, FAQs & talking points,
customer scenarios).
Interactive training activities kicked off with leader-led huddles the week of April 25.
Real-time support channel (same-day response) and internal resource site are activated.

page 5 of 23
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coming soon to APS
time-of-use plans
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New time-of-use hours are coming soon!

Customers on a current time-of-use or time-of-use with demand plan will have new on-peak hours.

Current On-peak Hours: 3pm-8pm Weekdays

New Hours Coming Soon: 4pm-7pm Weekdays

As a reminder, on-peak hours are when prices are higher to encourage customers to conserve energy because its in big demand

across our system. The Arizona Corporation Commission (ACC) requests we track potential cost differences to customer bills

based on the current time-of-use hours and the new hours. Your account may qualify for a credit on a future bill.

Updated and published May 1, 2022: aps.com/newtou o aps°
is of 23Pam



APS 4-7 p.m. TOU Implementation: Biweekly Progress Report 05/05/22

Reminder for APS customers on a time-of-use plan before
May 1

The on-peak hours in your plan are changing from 3pm-8pm weekdays to 4pm-7pm weekdays. The change will take effect on your
account between May and July. Until we notify you that your account has moved to the new on-peak hours, you should keep
managing your energy use between 3pm-8pm weekdays in order to save money on your plan. Review important information about
this change >

For customers starting service with us after May 1 and for existing customers considering a plan change, explore your options:

Fixed Energy Charge
Plan

Time-of-Use 4pm-
7pm Weekdays

Time-of-Use 4pm-
7pm Weekdays with
Demand Charge

This plan used to be named Saver
Choice Max.

This plan used to be named Saver
Choice

Lite Choice Premier Choice and Premier
Choice Large are now combined into this
one plan.

Your energy rate is based on theYour energy rate is based on the

Updated and published May 1, 2022: aps.com/plans o aps°
Page 7 of 23



APS 4-7 p.m. TOU Implementation: Biweekly Progress Report 05/05/22

XAppendi
The following slides include previously provided

information and bin analyses.

o aps°
page 8of 23



APS 4-7 p.m. TOU Implementation: Biweekly Progress Report 05/05/22
TOU Customer  Communicat ions  Plan for  Change in On-peak Hours  - Fi led in 04/07/22 Repor t

May_
Coming Soon. Notify
customers that their on
peak hours will be
changing soon (during
MayJuly)

Residential customers on TOU and
TOU with demand rates are being
sent:
°Z° Prenotification letter
*I* Bill message/onsert
*I* Emails (registered customers)

New Ho u r s .
Notify customers that
their onpeak hours are
now 47 p.m. weekdays

TOU and TOU with demand rate
customers provided with:
4° Bill message, bill onsert and

aps.com alert at login once
transitioned to new onpeak
hours

~:» Emails to customers who are
registered

TOU and TOU with demand rate
customers provided with:
*Z* Bill message, bill onsert and

aps.com alert at login once
transitioned to new onpeak
hours

°I~ Emails to customers who
are registered

TOU and TOU with demand rate
customers provided with:
4° Bill message, bill onsert

and aps.com alert at login
once transitioned to new
onpeak hours

4° Emails to customers who
are registered

Going Forward.
Reinforce on the
customer's next bill and
beyond

4° Customers on TOU and TOU with
demand rates who transitioned in
May will have the new 4-7 p.m.
on-peak period on their bill and in
the rate plan name for the first
time

*Z* Customers on TOU and TOU
with demand rates who
transitioned in June will have
the new 47 p.m. onpeak
period on their bill and in the
rate plan name for the first
time

l
l !

o aps°
page 9 of 20



APS 4-7 p.m. TOU Implementation:
TOU Pre-notification Letter -

Biweekly Progress Report 05/05/22
Updated in 04/21/22 Report

GapsChanges are coming soon
to your APS plan Customers are notified

about four to eight
weeks prior to their
transition
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APS 4-7 p.m. TOU Implementation: Biweekly Progress Report 05/05/22

March & April On-Bill Example Communications - Updated in 3/24/22 Report

Most customers receive this message on page
1 of their March and April bill. G aps°

Your electricity bill
uBill date: January 7, 2022

On certain bills, the same message will
appear on page 2 instead due to priority of
messages such as a final bill.

YOUR ACCOUNT

NUMBER:

FOR SERVICE AT:fa
Summary of what you oweSee bill examples for pages 1 and 2.

W

c

Questions?

Log in to My Account at aps.com

Go to support.aps.com for help

Stay informed Visit aps.comlalerts

$103.30

$103.30

s0.00News from APS
Important Information About Your Account

Important Information About Your Account
$96.63

$96.63

Jan 28, 2022

Amount due on your last bill

Payment made thank you

Your balance forward

rnew charges (details on following pages)

Cost of electricity (includes taxes and fees)

Total amount due

Payment due date

ChangesareoomlngtooufTimoofUse3pm lo 8pm
weekdays and TimeofUse 3 pm to 8 pm Weekdays
with Durand Charge Dans. The onpeak hours cf 3 pm.
to 8 p.m. will be danging to 4 p.m. to 7 p.m. later this
year. We will provide you with more information before
these new hours take effect to help you plan ahead for
this change.

The Arizona Corporation Commission (ACC) requests
we :rack potential cost differences to mslomer bills
based on the amen! timeofuse hours and the new
hours. Your aoonunl may quaify for a czedll on a future
bill. Linlil the new hours lake ellacl on your amount.
keep managing your energy use during me current
onpeak hows d3 om. to 8 p.m. weekdays. To review
your plan options and find ways to save visit apsooml
plans.

Bill page 1

Changes are coming to our Timeof-Use 3 pm to 8 pm Weekdays and
Time-of-Use 3 pm to 8 pm Weekdays with Demand Charge plans. The
on-peak hours of 3 p.m. to 8 p.m. will be changing to 4 p.m. to 7 p.m.
later this year. We will provide you with more information beliore these
new hours take effect to help you plan ahead for this change.

The Arizona Corporation Commission (ACC) requests we track potential
cost differences to customer bills based on the current time-of-use hours
and the new hours. Your account may qualify for a credit on a future bill.
Until the new hours take effect on your account keep managing your
energy use during the current on~peak hours of 3 p.m. to 8 p.m.
weekdays. To review your plan options and find ways to save visit
aps.oom/plans. e aps°

Page 11 or 23Bill page 2



Biweekly Progress Report 05/05/22APS 4-7 p.m. TOU Implementation:

April TOU Bill Onsert - Filed in 03/24/22 Report

GapsNew time-of-use hours
are coming soon!

GapsiPronto habré nuevas
boras de tempo de use!
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l i ~ . l N .. 111.1
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Customers will receive this
bill onsert and a pre-
notification letter in April
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Onsert is displayed on the
PDF bill (printed and
electronic bills)
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Cumulative Bin Analysis
December  2021-March 2022

o aps°
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APS 4-7 p.m. TOU Implementation: Biweekly Progress Report 05/05/22
Non-Limited-Income Customer Bill Impacts, Monthly and Cumulative* - Filed in 4/21/22 Report

Number of Customers Blll Difference
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- This cumulative analysis combines bill cycles as one period, from December 1, 2021 through the end of March 2022, to determine customer billing
differences. Analyzing each month separately and then adding them together does not accurately reflect net customer billing differences over the entire
period.

- Based on cumulative data, 59% of non-limited-income customers on TOU and TOU with demand rate plans saved with the 3-8 p.m. on-peak hours than
they would have spent with the 4-7 p.m. on-peak hours.

• Based on cumulative data, non-limited-income customers would have saved $929,462 with the 4-7 p.m. window compared to what they were billed with 3-
8 p.m. period.

. The 3-8 p.m. and 4-7 p.m. rate designs are revenue neutral so some customers will pay more in a given month and others will pay less. Additionally, a
single customer may pay more or less each month depending on that customer's energy usage, which is affected by a variety of factors, including weather.

*For a more detailed analysis and explanation of the calculation please see the cumulative and monthly bin analyses in the Appendix.
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- Fi led  in  4/21/22 Repor tLim ited-Income Customer  Bi l l  Impacts, Monthly  and Cumulat ive*
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i a n 2 2 F e b 2 2 Ma r 2 2 N e t Cumulative

I Sa ve d  w i th  3 -8 p . m . I Would have saved with 47 p.m .

The cumulative analysis combines bill cycles as one period, from December 1, 2021 through the end of March 2022, to determine customer billing
differences. Analyzing each month separately and then adding them together does not accurately reflect net customer billing differences over the
entire period.
Based on cumulative data, 52% of limited-income customers on TOU and TOU with demand rate plans saved with the 3-8 p.m. on-peak hours than
they would have spent with the 4-7 p.m. on-peak hours.
Based on cumulative data, limited-income customers would have saved $109,462 with the 4-7 p.m. window compared to what they were billed with
3-8 p.m. period.
The 3-8 p.m. and 4-7 p.m. rate designs are revenue neutral so some customers will pay more in a given month and others will pay less. Additionally,
a single customer may pay more or less each month depending on that customer's energy usage, which is affected by a variety of factors, including
weather.

*For a more detailed analysis and explanation of the calculation, please see the cumulative and monthly bin analyses in the Appendix.
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Cumulative Bin Analysis Report (December 2021 - March 2022 bill cycles) - Filed in 4/21/22 Report

Bill Impacts - Cumulative
38 Transition Rates vs 47 Rates
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APS 4-7 p.m. TOU Implementation: Biweekly Progress Report 05/05/22
Monthly Bin Analysis Report (December 2021 bill cycles) - Filed in 1/27/22 Report

E3/E4 RTOUE and R3 CustomersNon E3/E4 RTOUE and R3 Customers

Bill Impacts - December 2021 Bills (Prorated)
38 Transition Rates vs 47 Rates

Base Rate and LFCR kW Impact
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The customer impact calculations
shown here are derived by
applying the revenueneutral 47
p.m. version of TOUE or R3 rates
and the percentage of on-peak
usage and demand during 47 p.m.
obtained from interval data
applied to the customers billed
usage, compared to the amount
billed under 38 p.m.
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APS 4-7 p.m. TOU Implementation: Biweekly Progress Report 05/05/22
Monthly Bin Analysis Report (January 2022 bill cycles) - Filed in 2/24/22 Report

E3/E4 RTOUE and R3 CustomersNon E3/E4 RTOUE and R3 Customers

Bill Impacts - January 2022
38 Transition Rates vs 47 Rates

Base Rate and LFCR kW Impact
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4-7 p.m.L

The customer impact calculations
shown here are derived by
applying the revenueneutral 47
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and the percentage of on-peak
usage and demand during 47 p.m.
obtained from interval data
applied to the customers billed
usage, compared to the amount
billed under 38 p.m.

s

s

s

s

s

s

s

s

s

s

s

$

s

s

s

s

It is important to remember
interval data is different than
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APS 4-7 p.m. TOU Implementation: Biweekly Progress Report 05/05/22
Monthly Bin Analysis Report (February 2o22 bill cycles) - Filed in 3/24/22 Report

E3/E4 RTOUE and R3 Customers

Bill Impacts - February 2022
38 Transition Rates vs 47 Rates

Base Rate and LFCR kW Impact

CustomersCustomers
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shown here are derived by
applying the revenueneutral 47
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and the percentage of on-peak
usage and demand during 47 p.m.
obtained from interval data
applied to the customers billed
usage, compared to the amount
billed under 38 p.m.
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APS 4-7 p.m. TOU Implementation: Biweekly Progress Report 05/05/22
Monthly Bin Analysis Report (March 2022 bill cycles) - Filed in 4/21/22 Report

Bill Impacts - March 2022
38 Transition Rates vs 47 Rates

Base Rate and LFCR kW Impact

C us tomer s
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